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Abstract 
This paper discusses an analysis of how to overcome resistance to changes in Organizations in general and more 
specifically in IT. For this analysis work will address what is the resistance to change and how it is presented in an 
organization and, from these definitions, presents some actions to be taken to minimize this resistance. The world is going 
through major changes, where changes are constant. Companies need to adapt and seek continuous improvement, not only 
to compete but to survive. This study aims to examine previous studies on resistance and show that it is not an obstacle, 
but rather, it may be useful in the management of change since they find out their causes and sources to overcome them. 
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1. Introduction 
This paper is the result of a research and compilation of various publications, articles and literature (cited in 
the References at the end of paper) on the subject of change management. We combine the work of research 
and compilation with the experience of manager of teams (and therefore changes) during more than 20 years 
in IT environments and also in the academic world (focus of professional acting of the authors). The paper is 
also part of a thesis that is being developed by the authors in an MBA course in Strategic Management of 
People at Gama Filho University - Rio de Janeiro. Brazil. 
Changes are constantly around us, the world is changing markedly just now. The opportunities and risks are 
a constant for today's organizations, leading them to seek continuous improvement, not only to compete but to 
survive (Kotter and Schlesinger) [3] [4]. Therefore, organizations need to rethink their concepts, breaking 
paradigms and promote changes.  
The resistance may play a decisive role to draw the attention of all to aspects of change. The managers 
should communicate and consult regularly with their employees, and they should be given the opportunity to 
go through feedback. They should facilitate work teams, should strengthen their workers to be involved and 
should provide the right environment and the sources necessary for employees to take part of all (Vicenzi et al. 
[2]). 
According Bernardo [1], we found the theme of "Change" in the definition of various management 
processes, being found in the topic Integrated Change Control, belonging to the Chapter 4 - Integration 
Management Project PMBOK3 – Set of Knowledge about Project Management - Third Edition (PROJECT 
MANAGEMENT INSTITUTE , 2004). Changes are also addressed in section 9.2 of ISO 20000 (IT Service 
Management) and several others such as ISO 27001 Information Security. 
It is proposed in this paper, the continuous management of changes in order to ensure that they are held. 
This will allow the maintenance of the management plan and compliance with the assumptions of corporate 
projects, with the guarantee of the service delivery. 
Our paper focuses on change in IT organizations, which have Information Technology as its final product, 
since that was where we made our observations and experiences. However it is important to note here that the 
above can easily be extrapolated to organizations that use IT, or even to all organizations that manage 
changes, that one which experience changes (probably all of them). 
We started treating the approaches of change management in broad terms. Gradually we address more 
specifically the IT organizations and their characteristics. 
2. The Changes, the People, and the Business Environment 
Any change in people's lives implies a natural reaction, considering that the changes mean that the 
individuals leave the comfort zone in which they live for a new and unknown reality. 
According to the article “A importância das pessoas e a resistência a mudança na implantação de um 
sistema de gestão da qualidade” written by Isabella Medeiros in. http://www.administradores.com.br/informe-
se/artigos/a-importancia-das-pessoas-e-a-resistencia-a-mudanca-na-implantacao-de-um-sistema-de-gestao-da-
qualidade/21078/ [14], today, companies have faced an environment increasingly variable and full of changes. 
In this context, the companies, looking for a better performance, are increasing the importance of people. You 
can see a two-way street: people need organizations for their personal and professional achievements, and, in 
turn, organizations depend directly on people to produce their goods and services, serve their customers, 
compete in the marketplace and achieve their goals.
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Managing change means managing people's fear. Change is natural and positive, but the reaction of people 
to change is unpredictable and irrational. However, there is a consolation and an advice: it can be managed if 
done right. 
According to the article: “Gerenciando Mudanças / Gerenciando o Medo das Pessoas.”  (April 8, 2010 - 
http://room4d.wordpress.com/2010/04/08/gerenciando-mudancas-gerenciando-o-medo-das-pessoas/) [16], 
nothing is so confusing for a team like the changes are. Nothing like changes has such potential to cause 
disasters, breakdowns of production or reduction in quality. Still, nothing is as important to the survival of the 
organization as these same changes are. The story is full of examples of organizations that failed to change 
and which are now extinct. The secret to successfully manage change, from the perspective of employees, is 
transparency and agreement. 
Also according to the same article, the resistance to change comes from fear of the unknown or loss 
expectation. The beginning of the resistance to changes for an individual goes through as he notices the 
change. The end of this process goes through as the individual is equipped to handle the change that he 
expected. 
The level of resistance to change of an individual is determined by how he perceives the change: it is a 
good or a bad thing, and also by the expectation of how severe will be the impact of change on it. In the end, 
accept the change is an equation involving from one side how much resistance the person has and to the other 
the quality of their resilience and of their support system. 
People are extremely important to the success of an organization, they manage and they command the 
company, they are running the tasks, controlling activities and processes.  It is also people who consume the 
products of a particular company. Some authors claim that the company is a living organism, because the 
dependency and influence of people is very great, and for this reason a special attention should be given to the 
development of human factors in the company in order to harness the talent of these people in the most 
various activities of the organization. 
Managing people means to govern what they do as participants in the organization, and it is precisely 
through the actions that it is possible to formulate and achieve organizational objectives. Managing people in 
work contexts means controlling the factors that affect the quality of work and life of the employees, not in the 
handling of his conduct, but to identify the best conditions for each type of service, the skills needed to be 
developed, the factors that motivate workers, the resources and the structures necessary for the 
implementation of the activities. 
People want to participate in what goes on around him, especially when it involves your work. Human 
beings have a need for participation, as well as dressing and eating. It is possible to use people's participation 
in the organization as an instrument or tool of problem solving in different situations and different types of 
groups. But the importance of participation goes far beyond its utilitarian aspect, for best practical results for 
the group. 
According to Bordenave, (1995, p. 16th) [5]: "Participation is the natural way for man to express his innate 
tendency to do, do things, to assert himself and dominate nature and the world. Moreover, its practice involves 
the satisfaction of other basic needs not less important, such as interaction with other men, self-expression, the 
development of reflective thought, the pleasure of creating and recreating things, and also the appreciation of 
you for the others". 
These are the people who promote the necessary changes, set the limits and potential of companies and 
make decisions that guide the organization toward success. The work of managers is to deal with their 
resistance to help them reduce it to a minimum level that is manageable. This work is not to intimidate their 
resistance so you can move on. 
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3. Perception of Change 
"There is no reason for anyone to have a computer at home," Ken Olsen, president of Digital Equipment 
Corporation - which was sold only mainframes - 1977.  
"I believe that the world market does not have capacity for more than five computers", Thomas J . Watson, 
chairman of IBM, 1943.  
"Who in the world wants to hear actors talking about?", Harry Warner of Warner Brothers Pictures, 1927.  
"The automobile is only a novelty. The horse is here to stay, "an American banker talking to Henry Ford, 
discouraging him to invest in Ford Motor Company in 1900. 
"We do not appreciate your sounds. Moreover, sets of guitar players have no future”, the executive of 
Decca Records, explaining to the Beatles in 1962 why not invest in the set. 
The above phrases are absurd at our eyes today, but they were made by people who at the time, dominated 
the knowledge of the subject and thus, had all the power to say what they said. They did so with the safety of 
their experience and mastery, and with the respect those who heard them. According Costa [15] their 
expressions were the truths of the time. 
These quotations are paradigms of their times Paradigms are beliefs / values that we have and that are part 
of our way to be.  
Sometime we make some barriers preventing us from seeing clearly the changes that are necessary to 
incorporate the new realities. 
Phrases such as those listed are still quite common in our day to day and often occur when there are some 
proposed changes. 
Whoever said one of the following phrases (often with a frequency that we do not notice)? 
- We've always done well and always worked, why change? 
- This is madness! 
- The way that we do it, is better. 
- It's all so good, why change? 
- We are afraid of what might happen, it is better not to risk. 
- This will not work. 
- Do not move in a winning team. 
- We need a time to see it. 
- Frankly, I do not know if it's worth. 
If we move the desk of an employee 10-15 cm, possibly he will not notice or even care. But if the reason 
why we moved the desk these fifteen centimeters is because it was necessary to accommodate another 
professional in the adjacent table, we can find here a great resistance to change. In fact, everything will depend 
on how the oldest employee feels about the hiring of an additional employee, is a threat to their function or a 
need of support? 
There are other examples in this line, some that may seem absurd at first. For example: A promotion is 
considered a good change, right? Maybe. An employee who doubts his ability to handle a new position may 
strongly resist this promotion. It will give you all sorts of reasons for not wanting to promote, less the true. 
Another situation: Assume an employee's highest level is less concerned about the possibility of getting fired, 
starting from the beginning that he has savings and investments that would give the coverage needed for your 
job search. However, the individual may feel outdated and considered that the search will be long and 
complicated. It is the opposite situation if we consider the concern that an employee's poor about being fired. 
In this case, this perception may be unfounded if he had the opportunity to save in anticipation of a possible 
cut. 
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Let's consider another example: the company's best seller may be hesitant to accept a new great potential 
account because it has an irrational belief that he does not dress well enough to attend the new environment. 
What to do to address this situation, this perception of change, this resistance to change? Intimidate it, 
retract it? If this is our choice we are certainly doomed to failure. The employee whose desk we had to move 
will develop productivity issues. The official high-performance that is always declining the promotion may 
prefer to go away than continue making excuses for refusing his offer. And the best seller may drop to the 
point where you no longer will consider it for the new account. It would be the chaos. How to prevent the 
chaos initiate? How to treat then this resistance? We will see below. 
4. Resistance to Change 
As we saw earlier, there are several factors that lead people to demonstrate resistance to change: 
complacency, fear of the new, fear of the unknown, fear of losing power, ignorance of the contents of the 
advantages and / or disadvantages of the changes that arise and ignorance about changes that occur in internal 
and external environment.  
All the factors presented are limiting points of the new, of the creativity, of the initiative, of the innovation 
and all of them can influence the company’s survival and the persona development of the employees, because 
without evolution, we reduce the professional and organizational competitiveness. 
The changes are now a great certainty, they happen in all areas: in the business world, people's behavior, 
environment, culture, work, technology, health and all other areas. And their speed is increasing. 
A change within a company born to fulfill a need, be it a new technology, a new type of behavior, a new 
methodology of work, etc. and, as we have seen, in most cases this change in general do not please the 
employees, there is always that perception that their place in the organization is threatened, creating a 
resistance to change. 
 To Teboul (1991) [8] and Garvin (2002) [6], the resistance stems from a crisis, a gap between the current 
situation and desired situation. The perception of this difference and the need for change usually takes place 
later, as is typical of the human being; he has some difficulty to change paradigms. Accustomed to their 
habits, usually people only realize what reinforces their preconceived concepts and eliminate what is jarring. 
Only a considerable accumulation of information will change the current paradigm. 
Companies should prepare their employees adequately to embrace change positively, making them 
understand that this - which the principle can be uncomfortable, will bring benefits to their work. People must 
understand that change is part of everyone's life and that will constantly appear in the various stages. 
"Administrators and business professionals from the most ordinary official to the director have to learn to take 
into account that the change is as a factor always present in your work environment" (Morgan, 1976, p.14). 
According to Drucker (1992) [7], is the human factor that promotes the development within organizations. 
In a constantly changing environment, the managers like representatives of the high administration, are the 
implementers of change and promoters of vision and values of the Director and therefore, above all, need to be 
aware of the extent of changes and prepared to lead their subordinates to adopt the proposed changes. 
A change within the organization involves behavioral changes in work routines and values in response to 
changes or anticipating strategic changes in resources or in technology, emphasizing the change of people, of 
the methods and of the technology, expanding the concept of change in response to questions posed by the 
environment. 
As regards the process of change persons, Morgan (1976) [13]  discusses four different postures about the 
changes. So, according Morgan there are those people who ignore the change, refuse to recognize it or do not 
realize the intensity of change. There are some who defend the idea that change is inevitable, claiming that 
everything is a Divine will and that nothing can be done. There are those who cross their arms, as if searching 
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for delaying the events and those of which he himself (Morgan) [13] is a defender, who want to manage 
change within the limits of its area of action. They are called pragmatic, they seek to plan change effects, 
maximizing your results. Morgan (1976) [13] reaffirms its position that the advocate of change should be 
planned to say that "if we do not try to guide the change we will be swallowed" (p.26). 
When it comes to organizational change Morgan (1976) [13], states that should be planned and within the 
company planning the author considers that the change should incorporate six key features, i.e. it must be, 
intelligible to facilitate communication and understanding; logic, to create a reference for those working in the 
organization, explicit, to avoid ambiguity in terms of relationships; flexible to motivate people to deal with 
unexpected problems and take advantage of unforeseen opportunities, structured from strong principles, that 
lead stability and at the same time add value to work for the organization to become competitive. 
Teboul (1991) [8] argues that to reduce resistance to change are needed to create a climate of trust - so that 
employees realize that their job, position, power, etc. are not threatened; Encouraging participation - where 
people who are directly affected by the change becomes involved from the beginning and can influence its 
outcome; Give it time - I understand that the changes will be established gradually, and finally: Negotiate - 
analyzing what concerns for the different actors and to negotiate modifications and compensations. 
The approaches listed here the characteristics involved in a process of change can be found in the series of 
ISO 9000 and ISO 20000 version 2008, version 2005 (rules that define the requirements for a quality 
management system and a management system IT, respectively). According Lamb [12], the standards by 
proposing a consistent deployment script or clarification of the management system of the company, is 
considering the change should be logical and understandable, "that senior management should establish a 
customer-oriented organization, systems and processes that define can be clearly understood, managed and 
improved, both in effectiveness and efficiency" (ISO 9000:2008). 
Meira (2007, p.28) [9], says: "Surely one of the biggest challenges of a system of management is to solidify 
a culture of compliance with the procedures and rules. It's as if people were asked whether they should be - or 
not - follow the procedures. " 
Ideally, the answer was yes, I must comply with the procedures, but things are not so simple, often the 
issue deserves further analysis, a particular employee considers a procedure as bad, because after all, did not 
have any involvement in his development, he believes it is very boring, bureaucratic, etc.. Thus it becomes 
resistant to this new way of working and simply fails the procedure. The solution is usually the effective 
involvement of stakeholders in the preparation of documents, because a document does not solve all problems, 
moreover, there must be capacity building and effective communication to ensure that people will have the 
information they need to perform their activities. The non-employee's participation in drafting a statement of 
work is a serious error very commonly committed in organizations. According to (Kings and Mañas, 1995, p. 
81) [10]: "This is the main reason why they should involve the staff of the factory floor to make the products, 
because in addition to the compromise with the system, the written description is made according to what is 
done in practice." The authors argue that employees are performing work or perform the activities, both 
administrative and operational, they, better than anyone else in the organization may inform the sequence of 
performing the activities, set up the actual values of control parameters that can be established in these 
documents. 
It is true that there are professionals and companies unrelated to changes and are, therefore, doomed to 
disappear. In the corporate environment, many organizations that until very recently were large, a symbol of 
success, and eventually "shutting down". In most of the reason was their difficulty in adapting to new realities, 
the new business environment. O'Connor (1993) [11] suggests five common causes of resistance and in more 
serious cases, all can coexist: 
a. Failure to believe that there is a serious need for change. 
b. Different descriptions of the need to change. 
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c. No agreement on the objectives of the change. 
d. Failure to believe that the goal is attainable. 
e. No trust in that one who are implementing the change. 
However, the fear of being seen as resistant to change should not lead to any new idea without taking a 
proper study, because they must be the result of analyzing restrictions or constraints, as quickly as necessary 
to incorporate them and the clarity of vision to reject them totally or partially. But we must always see them 
with good eyes, because most will generate progress on people and companies, and evolution is a prerequisite 
for our professional survival and for the organization. And we must be very careful to defend the "truths" of 
the moment, even if they are his absolute sway. 
5. Overcoming Resistance to Change 
Given the above we conclude that we should not let the change manage difficult situations for companies 
and for individuals. Instead of this, we will overcome the resistance being clear (transparent) and the changes 
and reaching a mutual agreement. 
5.1 Transparency 
As a premise for success, you must set the switch to the employees as much detail as possible and as soon 
as possible. We must provide updates on their status in the extent to which the steps are evolving and 
becoming clearer. Returning to the example of the table that had to be moved, tell the employee what is 
happening, for example: "We need more professionals. Our sales have increased and we cannot meet this 
demand, even with a lot of overtime. To make room for them, we have to redesign the layout." Even we can 
ask employees how they think the space should be resized. We do not need to accept their suggestion, but it is 
already a good start toward an agreement. 
It is important to observe that transparency is a two-way street. Once clarified the problem, you need 
employees also clarify the reasons for their resistance. 
5.2 Agreement 
Establish agreements are also a two-way street. You want people to understand what is changing and why. 
But you also need to understand their reluctance. 
You have to help your team understand. They want to know what will be changed and when it will happen, 
but they also want to know why. Why is this happening now? Why cannot things continue the way they 
always were? Why is this happening to me? 
It is also important that they understand what is not changing. This not only gives them less thing to stress, 
but also provides them with an anchor, something that can support as they face the question of uncertainty and 
change. 
You need to understand their specific fears. About what are they concerned? How significant is their 
feelings about it? They perceive this as a good thing or bad? 
Up to this point we address resistance to change within a generalist perspective, i.e., applicable to 
corporations generally, in the next section, we will deal more specifically changes in the business environment 
of Information Technology. 
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6.  The Changing on I.T. Environment  
In an IT organization, all that was said so far applies in full. In this type of organization we have as main 
characteristic the fact that numerous changes occur concurrently at different levels, which makes the process 
as a complex whole, a sum of many difficulties. They interact in all levels of the organization. The set of 
components involved suffers al kind of pressure. However, if treated like described above, certainly lead to 
success. 
Technological innovations are always candidates for risk due to the concern with new information, which 
sometimes require a new way of working and even thinking and could alter the proper role of the human 
element in the organizational, productive and social context. 
Thus, it is hoped, therefore, a high degree of resistance, associated with the evolution of technology. So 
some negative aspects of behaviour (attitude) may appear more frequently than in other organizations. These 
attitudes, which must be observed, are as follows: 
Pessimistic attitude, characterized by thinking negative, usually associated with previous unsuccessful 
experiences. 
Conformist attitude, is presented as the habit of passively accept every situation as a common and normal. 
He does not question the motives of the occurrence.
Attitude of Accommodation: It is acquired to escape of efforts. Unwillingness to participate in it becomes 
habit.  
In this particular case, we propose some models to curb these resistances or at least point them out: 
Model of problem-solving: Consists of the adoption of techniques of group dynamics and human relations 
for implementing changes. Does the corporate client and their needs as a starting point, clear definition of the 
problem, change approval and participation. 
Model of research=development and dissemination: strengthens the formal planning of change, 
implementation and final evaluation. 
Model of Social Interaction: the emphasis is on determining the standards by which changes can be 
widespread in the social system. It uses facilitator leaders and informal contacts, individual to individual, to 
lead the spread. Follow the following steps: initial awareness, interest, evaluation, trial and adoption. 
Model of Threading: Integrate the above processes in a more comprehensive system to reach the issue per 
thread. Preach the collaborative process of analysis and solution of the problem by the adoption of new 
processes. 
These recommendations can be used by Change Management in Information Technology environments 
(and by extension to any technological environmental that have the technology as an agent of change), thus 
enabling to meet the goals and are able to interact Organizations and People (Staff) that is fundamental for the 
success and even the survival of our companies in the dynamic society of the XXI Century. 
7. Conclusion 
Research has shown that resistance to change among people and corporations drastically reduces the 
success of any venture. 
It is concluded that the problem of resistance to change is quite common; however, little has been done on 
projects to solve problems arising from this behaviour. This is a problem with high complexity and difficult to 
treat, it involves human behaviour, reaching theories Sociological and Psychological. Human reactions as 
resistance require individual consideration; it is very difficult to use techniques or tools to help avoiding it. 
As noted we can consider some processes such as transparency (Preparation and Observation) and 
agreement (Action). This combination of actions can help us to improve the process of change, preparation for 
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creating the ideal environment to reduce the resistance (or eliminate it), the observation to identify the 
resistance, even when disguised, and action to plan and correct the impacts caused by the reactions of the 
individual or group. 
We can conclude that organizations, through their managers, have complementary roles, one to another, 
each one with its role to assist in this process. 
We should not try to rationalize attitudes. We must not waste time wishing that people become more 
predictable. Instead, we will invest in opening and maintaining clear channels of communication with 
employees, so that they understand what is coming and what it means to them. They have to recognize this 
effort of the organizations on the figure of its managers and as a consequence will be more productive both 
before and after the change. 
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